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About the Town

 Population: 24,000

 Located 20 mile NW of Washington DC in Fairfax 

County

 Started Cityworks implementation in fall 2007

 Cityworks ELA user

 Currently used by Department of Public Works

 20 installed workstations running Standalone, Anywhere 

and Desktop

 Went live with database July 2009

 Launched CRM website January 2010

http://www.azteca.com/


Goals and Objectives

 Provide a feedback system for citizen requests

 Implement a Town Citizens Request Management (CRM) 

system that allows request to be submitted via phone or 

online via a Citizens Request website

 Requests can be submitted online 24/7

 The system should link the management of requests, work 

orders, assets, and maintenance via a spatial enabled 

centralized database to provide a common operating 

environment for better decision support.

 Deploy to public by 2010



Sue

Old Work Request Process

Work

Request

Monthly Excel report
Staff

Town Shop

Supervisors



CRM Service Request Flow



Application Functionality

 Limit requests to within Town boundary

 Flexible Service Request category search

 By Department, Keyword, or All

 Users can see existing SR’s within their selected category

 Users can click on the map to indicate SR location (address of 

incident need not be known)

 User can see staff comments when they check status of 

existing request

 Selected Service Request Logistics developed by Timmons 

Group of Richmond, VA.
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Today’s Situation

 Cityworks CRM/Asset management system has been 
implemented in the Town Shop.

 The Citizens Request website has been installed on the 
Towns website @ http://www.herndon-va.gov/CRP/ and 
has been well received by citizens.

 The CRM website allows citizens to submit request 
directly to the Towns Cityworks CRM system and then 
view the status of their request via a easy to use web 
application.

 Staff also use the CRM to make internal service requests

 Service Requests are being developed for additional 
departments

http://www.herndon-va.gov/CRP/
http://www.herndon-va.gov/CRP/
http://www.herndon-va.gov/CRP/


How to use the CRM

http://www.herndon-va.gov/CRP/

Start

* NOTE: Application does NOT work with Internet Explorer version 6.0 or older

Herndon CRM online.ppt
Herndon CRM online.ppt
Herndon CRM online.ppt


Find request by dept or 

keyword

Next



Select closest matching 

request type from list

Next step



Enter address of incident

Town and 

zip not 

required

If you don’t know the 

address you can click 

the location on map



Verify location on map

Red R’s 

are 

locations 

of existing 

requests 

with the 

same type 

as yours



Describe the Request

Type your 

request 

details 

here



Enter contact information

Your valid 

email 

address 

is 

required 

to 

retrieve 

status of 

request



Verify contact info

Click to submit



Request confirmation

Printing 

not 

necessary.  

Use your 

email 

address to 

check the 

status of 

your 

request



View status of existing request

Your email 

address

All your 

previous 

requests are 

listed.  Click 

to view status



Future Plans
 Just completed survey of water and sewer utilities

 Implement Cityworks Server

 Implement Cityworks in balance of Town 

Departments:

 Public Works Inspections: permits

 Zoning/Code Enforcement: permits

 Information Technology: help call management

 Community Development: land management

 Finance: project costs management and water service 

requests

 Information Technology: Server Virtualization


